
Insurance Incidents Report
6/1/2010 to 7/1/2010 as of 7/1/2010

First Contact Resolution 

Insurance

Top Number - Total Incidents

Bottom Number - FCR Met

High Low Total

Application 

Support

Application Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None TeamMate 

Audit System

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password SIRCON 

Commercial

0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

4

0

4

0

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

1

0

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.

Cells displayed show the number of incidents resolved on first contact during the reporting period.



High Low Total

Application 

Support

Print/Copy/Sca

n/Fax

Error Code Total 0

0

1

0

1

0

Incident None 0

0

2

0

2

0

Total 0

0

2

0

2

0

Total 0

0

3

0

3

0

Total 0
0

7
0

7
0

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

4

1

4

1

Total 0

0

4

1

4

1

Total 0

0

4

1

4

1

Application Error Aventail VPN 

Client

0

0

1

0

1

0

Cisco 

AnyConnect 

0

0

1

1

1

1

Citrix ICA 

Client

0

0

1

1

1

1

Citrix 

MetaFrame

0

0

1

1

1

1

Documentum 0

0

2

2

2

2

Internet 

Explorer

0

0

1

1

1

1

Microsoft Word 0

0

1

0

1

0

None 0

0

3

0

3

0



High Low Total

Capitol 

Desktop 

Support

Application Error Novell 

GroupWise

0

0

2

0

2

0

Novell 

Messenger

0

0

1

1

1

1

PGP 0

0

1

0

1

0

SIRCON For 

States

0

0

1

1

1

1

Total 0

0

16

8

16

8

Password Citrix 

MetaFrame

0

0

3

3

3

3

Kofax 

ImageControls

0

0

1

1

1

1

Novell iPrint 0

0

2

2

2

2

Total 0

0

6

6

6

6

Reporting Documentum 0

0

2

2

2

2

Internet 

Explorer

0

0

1

0

1

0

Total 0

0

3

2

3

2

Total 0

0

25

16

25

16

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Utah Master 

Directory

0

0

1

1

1

1

Total 0

0

2

1

2

1



High Low Total

Capitol 

Desktop 

Support

Network None Citrix 

MetaFrame

0

0

1

0

1

0

None 0

0

1

1

1

1

Total 0

0

2

1

2

1

Password Novell Client 

for 32-bit 

0

0

4

3

4

3

Total 0

0

4

3

4

3

Total 0

0

8

5

8

5

PC/Laptop Hardware None 0

0

2

1

2

1

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

3

1

3

1

Total 0

0

3

1

3

1

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

41
24

41
24

Capitol Hosting Application Reporting Novell 

Messenger

0

0

1

0

1

0

Total 0

0

1

0

1

0



High Low Total

Capitol Hosting Application Total 0

0

1

0

1

0

Total 0
0

1
0

1
0

Help Desk Application Error Internet 

Explorer

0

0

1

1

1

1

State Payroll 

Time Entry 

0

0

1

1

1

1

Total 0

0

2

2

2

2

None Utah Master 

Directory

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password PGP 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

4

3

4

3

Total 0
0

4
3

4
3

Voice 

Operations

Telecom Call/Receive Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail Telephone 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 1

0

3

0

4

0



High Low Total

Voice 

Operations

Total 1
0

3
0

4
0

Total 1
0

56
27

57
27



High Low Total

Application 

Support

Application Error None 0

0

1

0

1

0

Total 0

0

1

0

1

0

None TeamMate 

Audit System

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password SIRCON 

Commercial

0

0

1

1

1

1

Total 0

0

1

1

1

1

Reporting None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

4

2

4

2

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Incident None 0

0

2

2

2

2

Missed Initial Response

Top Number - Total Incidents

Bottom Number - Missed Inital Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock minutes. 

Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period. 



High Low Total

Application 

Support

Print/Copy/Sca

n/Fax

Incident Total 0

0

2

2

2

2

Total 0

0

3

3

3

3

Total 0
0

7
5

7
5

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

4

0

4

0

Total 0

0

4

0

4

0

Total 0

0

4

0

4

0

Application Error Aventail VPN 

Client

0

0

1

0

1

0

Cisco 

AnyConnect 

0

0

1

0

1

0

Citrix ICA 

Client

0

0

1

0

1

0

Citrix 

MetaFrame

0

0

1

0

1

0

Documentum 0

0

2

0

2

0

Internet 

Explorer

0

0

1

0

1

0

Microsoft Word 0

0

1

0

1

0

None 0

0

3

0

3

0

Novell 

GroupWise

0

0

2

1

2

1

Novell 

Messenger

0

0

1

0

1

0



High Low Total

Capitol 

Desktop 

Support

Application Error PGP 0

0

1

0

1

0

SIRCON For 

States

0

0

1

0

1

0

Total 0

0

16

1

16

1

Password Citrix 

MetaFrame

0

0

3

0

3

0

Kofax 

ImageControls

0

0

1

0

1

0

Novell iPrint 0

0

2

0

2

0

Total 0

0

6

0

6

0

Reporting Documentum 0

0

2

0

2

0

Internet 

Explorer

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

25

1

25

1

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Utah Master 

Directory

0

0

1

0

1

0

Total 0

0

2

0

2

0

None Citrix 

MetaFrame

0

0

1

0

1

0

None 0

0

1

0

1

0



High Low Total

Capitol 

Desktop 

Support

Network None Total 0

0

2

0

2

0

Password Novell Client 

for 32-bit 

0

0

4

0

4

0

Total 0

0

4

0

4

0

Total 0

0

8

0

8

0

PC/Laptop Hardware None 0

0

2

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

3

0

3

0

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

41
1

41
1

Capitol Hosting Application Reporting Novell 

Messenger

0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0
0

1
1

1
1



High Low Total

Help Desk Application Error Internet 

Explorer

0

0

1

0

1

0

State Payroll 

Time Entry 

0

0

1

0

1

0

Total 0

0

2

0

2

0

None Utah Master 

Directory

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password PGP 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

4

0

4

0

Total 0
0

4
0

4
0

Voice 

Operations

Telecom Call/Receive Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail Telephone 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 1

0

3

0

4

0

Total 1
0

3
0

4
0

Total 1
0

56
7

57
7



Average Time To Initial Response

Top Number - Total Incidents

Bottom Number -Average time in hours

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards. 

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and 

Critical within 30 clock hour minutes. 

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

High Low Total

Application 

Support

Application Error None 0

0.00

1

0.11

1

0.11

Total 0

0.00

1

0.11

1

0.11

None TeamMate 

Audit System

0

0.00

1

0.19

1

0.19

Total 0

0.00

1

0.19

1

0.19

Password SIRCON 

Commercial

0

0.00

1

1.22

1

1.22

Total 0

0.00

1

1.22

1

1.22

Reporting None 0

0.00

1

7.69

1

7.69

Total 0

0.00

1

7.69

1

7.69

Total 0

0.00

4

2.30

4

2.30

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

2.08

1

2.08

Total 0

0.00

1

2.08

1

2.08

Incident None 0

0.00

2

1.91

2

1.91



High Low Total

Application 

Support

Print/Copy/Sca

n/Fax

Incident Total 0

0.00

2

1.91

2

1.91

Total 0

0.00

3

1.96

3

1.96

Total 0
0.00

7
2.16

7
2.16

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

4

0.08

4

0.08

Total 0

0.00

4

0.08

4

0.08

Total 0

0.00

4

0.08

4

0.08

Application Error Aventail VPN 

Client

0

0.00

1

0.16

1

0.16

Cisco 

AnyConnect 

0

0.00

1

0.00

1

0.00

Citrix ICA 

Client

0

0.00

1

0.02

1

0.02

Citrix 

MetaFrame

0

0.00

1

0.00

1

0.00

Documentum 0

0.00

2

0.01

2

0.01

Internet 

Explorer

0

0.00

1

0.00

1

0.00

Microsoft Word 0

0.00

1

0.24

1

0.24

None 0

0.00

3

0.17

3

0.17

Novell 

GroupWise

0

0.00

2

1.14

2

1.14

Novell 

Messenger

0

0.00

1

0.01

1

0.01



High Low Total

Capitol 

Desktop 

Support

Application Error PGP 0

0.00

1

0.38

1

0.38

SIRCON For 

States

0

0.00

1

0.00

1

0.00

Total 0

0.00

16

0.23

16

0.23

Password Citrix 

MetaFrame

0

0.00

3

0.00

3

0.00

Kofax 

ImageControls

0

0.00

1

0.00

1

0.00

Novell iPrint 0

0.00

2

0.01

2

0.01

Total 0

0.00

6

0.00

6

0.00

Reporting Documentum 0

0.00

2

0.00

2

0.00

Internet 

Explorer

0

0.00

1

0.15

1

0.15

Total 0

0.00

3

0.05

3

0.05

Total 0

0.00

25

0.15

25

0.15

Network Error Novell Client 

for 32-bit 

0

0.00

1

0.49

1

0.49

Utah Master 

Directory

0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.25

2

0.25

None Citrix 

MetaFrame

0

0.00

1

0.13

1

0.13

None 0

0.00

1

0.01

1

0.01



High Low Total

Capitol 

Desktop 

Support

Network None Total 0

0.00

2

0.07

2

0.07

Password Novell Client 

for 32-bit 

0

0.00

4

0.07

4

0.07

Total 0

0.00

4

0.07

4

0.07

Total 0

0.00

8

0.11

8

0.11

PC/Laptop Hardware None 0

0.00

2

0.17

2

0.17

Novell Client 

for 32-bit 

0

0.00

1

0.07

1

0.07

Total 0

0.00

3

0.14

3

0.14

Total 0

0.00

3

0.14

3

0.14

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0
0.00

41
0.13

41
0.13

Capitol Hosting Application Reporting Novell 

Messenger

0

0.00

1

3.69

1

3.69

Total 0

0.00

1

3.69

1

3.69

Total 0

0.00

1

3.69

1

3.69

Total 0
0.00

1
3.69

1
3.69



High Low Total

Help Desk Application Error Internet 

Explorer

0

0.00

1

0.05

1

0.05

State Payroll 

Time Entry 

0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.03

2

0.03

None Utah Master 

Directory

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Password PGP 0

0.00

1

0.15

1

0.15

Total 0

0.00

1

0.15

1

0.15

Total 0

0.00

4

0.05

4

0.05

Total 0
0.00

4
0.05

4
0.05

Voice 

Operations

Telecom Call/Receive Telephone 1

0.43

0

0.00

1

0.43

Total 1

0.43

0

0.00

1

0.43

Voice Mail Telephone 0

0.00

3

0.13

3

0.13

Total 0

0.00

3

0.13

3

0.13

Total 1

0.43

3

0.13

4

0.21

Total 1
0.43

3
0.13

4
0.21

Total 1
0.43

56
0.44

57
0.44



High Low Total

Application 

Support

Application Error None 0

0

1

1

1

1

Total 0

0

1

1

1

1

None TeamMate 

Audit System

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password SIRCON 

Commercial

0

0

1

0

1

0

Total 0

0

1

0

1

0

Reporting None 0

0

1

1

1

1

Total 0

0

1

1

1

1

Total 0

0

4

2

4

2

Print/Copy/Sca

n/Fax

Error Code None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Incident None 0

0

2

0

2

0

Missed Resolution

Top Number - Total Incidents

Bottom Number - Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.



High Low Total

Application 

Support

Print/Copy/Sca

n/Fax

Incident Total 0

0

2

0

2

0

Total 0

0

3

0

3

0

Total 0
0

7
2

7
2

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0

4

0

4

0

Total 0

0

4

0

4

0

Total 0

0

4

0

4

0

Application Error Aventail VPN 

Client

0

0

1

0

1

0

Cisco 

AnyConnect 

0

0

1

0

1

0

Citrix ICA 

Client

0

0

1

0

1

0

Citrix 

MetaFrame

0

0

1

0

1

0

Documentum 0

0

2

0

2

0

Internet 

Explorer

0

0

1

0

1

0

Microsoft Word 0

0

1

0

1

0

None 0

0

3

0

3

0

Novell 

GroupWise

0

0

2

0

2

0

Novell 

Messenger

0

0

1

0

1

0



High Low Total

Capitol 

Desktop 

Support

Application Error PGP 0

0

1

0

1

0

SIRCON For 

States

0

0

1

0

1

0

Total 0

0

16

0

16

0

Password Citrix 

MetaFrame

0

0

3

0

3

0

Kofax 

ImageControls

0

0

1

0

1

0

Novell iPrint 0

0

2

0

2

0

Total 0

0

6

0

6

0

Reporting Documentum 0

0

2

0

2

0

Internet 

Explorer

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

25

0

25

0

Network Error Novell Client 

for 32-bit 

0

0

1

0

1

0

Utah Master 

Directory

0

0

1

0

1

0

Total 0

0

2

0

2

0

None Citrix 

MetaFrame

0

0

1

0

1

0

None 0

0

1

0

1

0



High Low Total

Capitol 

Desktop 

Support

Network None Total 0

0

2

0

2

0

Password Novell Client 

for 32-bit 

0

0

4

0

4

0

Total 0

0

4

0

4

0

Total 0

0

8

0

8

0

PC/Laptop Hardware None 0

0

2

0

2

0

Novell Client 

for 32-bit 

0

0

1

0

1

0

Total 0

0

3

0

3

0

Total 0

0

3

0

3

0

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

41
0

41
0

Capitol Hosting Application Reporting Novell 

Messenger

0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0
0

1
0

1
0



High Low Total

Help Desk Application Error Internet 

Explorer

0

0

1

0

1

0

State Payroll 

Time Entry 

0

0

1

0

1

0

Total 0

0

2

0

2

0

None Utah Master 

Directory

0

0

1

0

1

0

Total 0

0

1

0

1

0

Password PGP 0

0

1

0

1

0

Total 0

0

1

0

1

0

Total 0

0

4

0

4

0

Total 0
0

4
0

4
0

Voice 

Operations

Telecom Call/Receive Telephone 1

0

0

0

1

0

Total 1

0

0

0

1

0

Voice Mail Telephone 0

0

3

0

3

0

Total 0

0

3

0

3

0

Total 1

0

3

0

4

0

Total 1
0

3
0

4
0

Total 1
0

56
2

57
2



High Low Total

Application 

Support

Application Error None 0

0.00

1

61.97

1

61.97

Total 0

0.00

1

61.97

1

61.97

None TeamMate 

Audit System

0

0.00

1

1.96

1

1.96

Total 0

0.00

1

1.96

1

1.96

Password SIRCON 

Commercial

0

0.00

1

3.17

1

3.17

Total 0

0.00

1

3.17

1

3.17

Reporting None 0

0.00

1

7.69

1

7.69

Total 0

0.00

1

7.69

1

7.69

Total 0

0.00

4

18.70

4

18.70

Print/Copy/Sca

n/Fax

Error Code None 0

0.00

1

2.08

1

2.08

Total 0

0.00

1

2.08

1

2.08

Incident None 0

0.00

2

1.91

2

1.91

Average Time To Resolution

Top Number - Total Incidents

Bottom Number - Average time in hours

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards. 

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and 

Critical within 2 clock hours. 

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.



High Low Total

Application 

Support

Print/Copy/Sca

n/Fax

Incident Total 0

0.00

2

1.91

2

1.91

Total 0

0.00

3

1.96

3

1.96

Total 0
0.00

7
11.53

7
11.53

Capitol 

Desktop 

Support

_No Tier 2 None None 0

0.00

4

0.34

4

0.34

Total 0

0.00

4

0.34

4

0.34

Total 0

0.00

4

0.34

4

0.34

Application Error Aventail VPN 

Client

0

0.00

1

1.55

1

1.55

Cisco 

AnyConnect 

0

0.00

1

0.00

1

0.00

Citrix ICA 

Client

0

0.00

1

0.02

1

0.02

Citrix 

MetaFrame

0

0.00

1

0.00

1

0.00

Documentum 0

0.00

2

0.01

2

0.01

Internet 

Explorer

0

0.00

1

0.00

1

0.00

Microsoft Word 0

0.00

1

1.14

1

1.14

None 0

0.00

3

1.22

3

1.22

Novell 

GroupWise

0

0.00

2

3.49

2

3.49

Novell 

Messenger

0

0.00

1

0.01

1

0.01



High Low Total

Capitol 

Desktop 

Support

Application Error PGP 0

0.00

1

0.59

1

0.59

SIRCON For 

States

0

0.00

1

0.00

1

0.00

Total 0

0.00

16

0.87

16

0.87

Password Citrix 

MetaFrame

0

0.00

3

0.00

3

0.00

Kofax 

ImageControls

0

0.00

1

0.00

1

0.00

Novell iPrint 0

0.00

2

0.01

2

0.01

Total 0

0.00

6

0.00

6

0.00

Reporting Documentum 0

0.00

2

0.00

2

0.00

Internet 

Explorer

0

0.00

1

0.32

1

0.32

Total 0

0.00

3

0.11

3

0.11

Total 0

0.00

25

0.57

25

0.57

Network Error Novell Client 

for 32-bit 

0

0.00

1

1.68

1

1.68

Utah Master 

Directory

0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.84

2

0.84

None Citrix 

MetaFrame

0

0.00

1

1.61

1

1.61

None 0

0.00

1

0.01

1

0.01



High Low Total

Capitol 

Desktop 

Support

Network None Total 0

0.00

2

0.81

2

0.81

Password Novell Client 

for 32-bit 

0

0.00

4

0.07

4

0.07

Total 0

0.00

4

0.07

4

0.07

Total 0

0.00

8

0.44

8

0.44

PC/Laptop Hardware None 0

0.00

2

0.26

2

0.26

Novell Client 

for 32-bit 

0

0.00

1

0.71

1

0.71

Total 0

0.00

3

0.41

3

0.41

Total 0

0.00

3

0.41

3

0.41

Print/Copy/Sca

n/Fax

Toner/Fuser/Ink None 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Total 0
0.00

41
0.50

41
0.50

Capitol Hosting Application Reporting Novell 

Messenger

0

0.00

1

3.69

1

3.69

Total 0

0.00

1

3.69

1

3.69

Total 0

0.00

1

3.69

1

3.69

Total 0
0.00

1
3.69

1
3.69



High Low Total

Help Desk Application Error Internet 

Explorer

0

0.00

1

0.05

1

0.05

State Payroll 

Time Entry 

0

0.00

1

0.00

1

0.00

Total 0

0.00

2

0.03

2

0.03

None Utah Master 

Directory

0

0.00

1

0.00

1

0.00

Total 0

0.00

1

0.00

1

0.00

Password PGP 0

0.00

1

0.15

1

0.15

Total 0

0.00

1

0.15

1

0.15

Total 0

0.00

4

0.06

4

0.06

Total 0
0.00

4
0.06

4
0.06

Voice 

Operations

Telecom Call/Receive Telephone 1

0.43

0

0.00

1

0.43

Total 1

0.43

0

0.00

1

0.43

Voice Mail Telephone 0

0.00

3

0.24

3

0.24

Total 0

0.00

3

0.24

3

0.24

Total 1

0.43

3

0.24

4

0.29

Total 1
0.43

3
0.24

4
0.29

Total 1
0.43

56
1.91

57
1.88



_No Tier 2 NoNone  0.12TIR:TIR Missed:NoneINC000000140270

No  1.15TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000142900

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

_No Tier 2 NoNone  0.20TIR:TIR Missed:NoneINC000000143241

No  0.20TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

_No Tier 2 NoNone  0.00TIR:TIR Missed:NoneINC000000150261

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application

Application NoError  0.11TIR:TIR Missed:NoneINC000000134657

Yes  61.97TTR:TTR Missed:Application Support Low ClosedInsurance

Application NoError  0.01TIR:TIR Missed:Novell MessengerINC000000135557

No  0.01TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.02TIR:TIR Missed:Citrix ICA ClientINC000000136292

No  0.02TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoPassword  0.02TIR:TIR Missed:Novell iPrintINC000000136629

No  0.02TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoPassword  0.01TIR:TIR Missed:Novell iPrintINC000000136635

No  0.01TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.05TIR:TIR Missed:Internet ExplorerINC000000136823

No  0.05TTR:TTR Missed:Help Desk Low ClosedInsurance

Application NoNone  0.19TIR:TIR Missed:TeamMate Audit SystemINC000000137074

No  1.96TTR:TTR Missed:Application Support Low ClosedInsurance

Application NoError  0.24TIR:TIR Missed:NoneINC000000137209

No  1.66TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.47TIR:TIR Missed:Novell GroupWiseINC000000138741

No  4.03TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.01TIR:TIR Missed:DocumentumINC000000138822

No  0.01TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoPassword  0.15TIR:TIR Missed:PGPINC000000139293

No  0.15TTR:TTR Missed:Help Desk Low ClosedInsurance

Application YesPassword  1.22TIR:TIR Missed:SIRCON CommercialINC000000139310

No  3.17TTR:TTR Missed:Application Support Low ClosedInsurance

Application NoError  0.16TIR:TIR Missed:Aventail VPN ClientINC000000139439

No  1.55TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.38TIR:TIR Missed:PGPINC000000139498

No  0.59TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.08TIR:TIR Missed:NoneINC000000139914

No  0.48TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.20TIR:TIR Missed:NoneINC000000141160

No  1.51TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.00TIR:TIR Missed:Cisco AnyConnect VPN ClientINC000000141834

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoReporting  0.00TIR:TIR Missed:DocumentumINC000000141866

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoReporting  0.00TIR:TIR Missed:DocumentumINC000000141870

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.00TIR:TIR Missed:SIRCON For StatesINC000000143059



No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application YesReporting  7.69TIR:TIR Missed:NoneINC000000143358

Yes  7.69TTR:TTR Missed:Application Support Low ClosedInsurance

Application NoNone  0.00TIR:TIR Missed:Utah Master DirectoryINC000000143513

No  0.00TTR:TTR Missed:Help Desk Low ResolvedInsurance

Application NoPassword  0.00TIR:TIR Missed:Kofax ImageControlsINC000000143550

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Application NoError  0.00TIR:TIR Missed:Citrix MetaFrameINC000000144914

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application NoPassword  0.00TIR:TIR Missed:Citrix MetaFrameINC000000144918

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application YesError  1.80TIR:TIR Missed:Novell GroupWiseINC000000146523

No  2.95TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application NoPassword  0.00TIR:TIR Missed:Citrix MetaFrameINC000000146626

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application YesReporting  3.69TIR:TIR Missed:Novell MessengerINC000000146920

No  3.69TTR:TTR Missed:Capitol Hosting Low ResolvedInsurance

Application NoError  0.24TIR:TIR Missed:Microsoft WordINC000000147610

No  1.14TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application NoError  0.00TIR:TIR Missed:State Payroll Time Entry System / Employee Self-ServiceINC000000147891

No  0.00TTR:TTR Missed:Help Desk Low ResolvedInsurance

Application NoReporting  0.15TIR:TIR Missed:Internet ExplorerINC000000147894

No  0.32TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application NoError  0.00TIR:TIR Missed:Internet ExplorerINC000000147972

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application NoPassword  0.00TIR:TIR Missed:Citrix MetaFrameINC000000149346

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Application NoError  0.00TIR:TIR Missed:DocumentumINC000000150816

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Network

Network NoPassword  0.02TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000136131

No  0.02TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Network NoPassword  0.02TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000138617

No  0.02TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Network NoPassword  0.23TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000138682

No  0.23TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Network NoNone  0.01TIR:TIR Missed:NoneINC000000139967

No  0.01TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Network NoError  0.49TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000141999

No  1.68TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Network NoNone  0.13TIR:TIR Missed:Citrix MetaFrameINC000000144109

No  1.61TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

Network NoPassword  0.00TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000150394

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Network NoError  0.00TIR:TIR Missed:Utah Master DirectoryINC000000151764

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

PC/Laptop

PC/Laptop NoHardware  0.01TIR:TIR Missed:NoneINC000000135694



No  0.01TTR:TTR Missed:Capitol Desktop Support Low ClosedInsurance

PC/Laptop NoHardware  0.07TIR:TIR Missed:Novell Client for 32-bit WindowsINC000000149907

No  0.71TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

PC/Laptop NoHardware  0.33TIR:TIR Missed:NoneINC000000150818

No  0.50TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Print/Copy/Scan/Fax

Print/Copy/Scan/Fax YesIncident  2.38TIR:TIR Missed:NoneINC000000138916

No  2.38TTR:TTR Missed:Application Support Low ClosedInsurance

Print/Copy/Scan/Fax YesError Code  2.08TIR:TIR Missed:NoneINC000000141980

No  2.08TTR:TTR Missed:Application Support Low ClosedInsurance

Print/Copy/Scan/Fax YesIncident  1.43TIR:TIR Missed:NoneINC000000142055

No  1.43TTR:TTR Missed:Application Support Low ClosedInsurance

Print/Copy/Scan/Fax NoToner/Fuser/Ink  0.00TIR:TIR Missed:NoneINC000000146033

No  0.00TTR:TTR Missed:Capitol Desktop Support Low ResolvedInsurance

Telecom

Telecom NoVoice Mail  0.22TIR:TIR Missed:TelephoneINC000000143030

No  0.32TTR:TTR Missed:Voice Operations Low ClosedInsurance

Telecom NoVoice Mail  0.06TIR:TIR Missed:TelephoneINC000000143338

No  0.24TTR:TTR Missed:Voice Operations Low ClosedInsurance

Telecom NoVoice Mail  0.12TIR:TIR Missed:TelephoneINC000000145060

No  0.16TTR:TTR Missed:Voice Operations Low ResolvedInsurance

Telecom NoCall/Receive  0.43TIR:TIR Missed:TelephoneINC000000146342

No  0.43TTR:TTR Missed:Voice Operations High ResolvedInsurance


